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kesanggupannya." 
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(Nabi Muhammad SAW) 
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 Kualitas Pelayanan Publik khususnya di Dinas Penanaman Modal dan 
Pelayanan Terpadu Satu Pintu (DPMPTSP) Kabupaten Purworejo seharusnya 
dilakukan dengan baik namun berdasarkan hasil pengamatan peneliti, kualitas 
pelayanan publik di DPMPTSP masih kurang baik ditunjukkan dengan polling 
pelayanan yaitu sebesar 46,2%. Hal tersebut disebabkan aplikasi perizinan online 
yang terkadang error dan adanya  peraturan baru UU No. 72 Tahun 2017 tentang 
Pelayanan Perizinan dan Non Perizinan dalam Jaringan. Tujuan dilakukan 
penelitian adalah untuk mendeskripsikan dan menganalisis kualitas pelayanan 
pubik, keterampilan pegawai, komunikasi pegawai serta hubungan antara 
keterampilan dan komunikasi pegawai terhadap kualitas pelayanan publik di 
DPMPTSP Kabupaten Purworejo. Metode penelitian yang digunakan adalah 
metode penelitian kuantitatif melalui survei. Berdasarkan hasil analisis data dapat 
diketahui bahwa kualitas pelayanan publik di DPMPTSP Kabupaten Purworejo 
sudah baik dengan perolehan nilai rata-rata total 3,09 namun ada dua indikator 
yang masih rendah yaitu indikator kemudahan proses dalam pelayanan (2,78) dan 
alat bantu kerja (2,74). Keterampilan pegawai di DPMPTSP Kabupaten 
Purworejo sudah baik dengan nilai rata-rata total 3,04 dan komunikasi pegawai 
sudah baik dengan nilai rata-rarta total 3,05. Keterampilan pegawai mempunyai 
hubungan positif kuat dan  signifikan terhadap kualitas pelayanan sebesar 0,704 
pada angka signifikansi 0,000 (< 0,1), komunikasi pegawai mempunyai hubungan 
positif sedang sebesar 0,566 dan signifikan pada angka 0,000 (< 0,1), dan secara 
bersama-sama antara keterampilan dan komunikasi pegawai  mempunyai 
hubungan positif sedang sebesar 0,427 dan signifikan pada angka 0,000 (< 0,1). 
Dapat diambil kesimpulan bahwa kualitas pelayanan publik, keterampilan 
pegawai, dan komunikasi pegawai di DPMPTSP Kabupaten Purworejo sudah 
baik. Saran yang dapat peneliti berikan untuk penelitian selanjutnya terkait 
kualitas pelayanan publik supaya memakai variabel yang berbeda. 
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 Public Service Quality especially in the Investment and One Stop 
Service Agency of Purworejo Regency should be done well, but based on the 
observations of the researchers, the public service quality in the Investment and 
One Stop Service Agency of Purworejo Regency is still not good as indicated by 
the service poll of 46.2%. This is due to online licensing applications that 
sometimes error and the existence of new regulations Law No. 72 of 2017 
concerning Licensing and Non-Licensing Services in the Network. The purpose of 
the research was to describe and analyze the public service quality, employee 
skills, employee communication and the relationship between employee skills and 
communication on the public services quality in the Investment and One-Stop 
Service Agency of Purworejo Regency. The research method used quantitative 
research methods through survey. Based on the results of data analysis it can be 
seen that the public services  quality in the Investment and One Stop Service 
Agency of Purworejo Regency is good with a total average score of 3,09 but there 
are two indicators that are still low, namely the ease of process indicators in 
services (2,78) and work tools (2,74). The skills of the employees in the 
Investment and One Stop Service Agency of Purworejo Regency are already good 
with a total average score of 3.04 and good employee communication with an 
average score of 3.05. Employee skills have a strong and significant positive 
relationship to service quality of 0.704 at a significance number of 0,000 (<0,1), 
employee communication has a moderate positive relationship of 0,566 and is 
significant at 0,000 (<0,1), and jointly between skills and communication of 
employee have a moderate positive relationship of 0,427 and are significant at 
0,000 (<0,1). It can be concluded that the public service quality, employee skills, 
and employee communication in the Investment and One Stop Service Agency of 
Purworejo Regency is good. Suggestions that researchers can provide for further 
research related to public service quality please to use different variables. 
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